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UT Arlington- Main Campus
Management is an endeavor which involves working with and through people to accomplish the goals of an organization (a business firm, hospital, or government agency).  This course is about management concepts and managerial decision-making.  Attention will be devoted to the systems and behavioral contexts of management; theories of management and organization; management functions (planning, organizing, directing, and controlling); and the relationship of the organization to its environment (task, technological, economic, and social).

Objectives of the Course:

During class sessions, the student will hopefully progress toward attainment of the following objectives:

1.
Become familiar with the managerial process and its key elements:

a.
Planning—through examination of goals, strategies, policies, and performance plans;

b.
Organizing—through examination of structure and design, authority, division of labor, departmentation, and issues of differentiation and integration;

c.
Directing—through examination of the influence process, motivation, communication, leadership, and work group behavior;

d.
Controlling—through examination of basic steps in the control process, the budget, and control systems;

2.
Understand the effects of the total system (organization) on workplace behavior;

3.
Comprehend the relationships between the organization and its environments (task, economic, technological, and social);

4.
Recognize the applicability of management concepts to nearly all forms of organized behavior;

5.
Understand individual and small group behavior and the impact of organized collective behavior on the individual, the organization, and society;

6.
Become acquainted with managerial decision-making through the study of typical situations in organizations;

7.
Develop greater skill in decision making, particularly in human problem situations, through emphasis on:

a.
Observing and becoming sensitive to potential problem situations;

b.
Diagnosing problem situations;

c.
Identifying and stating a problem(s);
d.
Selecting a course of action from a set of alternative solutions;

e.
Implementing and monitoring a chosen course of action.
8.
Develop a personal philosophy of management that will enable one to perform effectively as a manager.

Required Text and Study Materials:

A standard text, several management cases, and a few exercises and instruments will be used in the course.  The following text has been ordered and made available by the University Bookstore:

Thomas S. Bateman and Scott A. Snell, Management (McGraw-Hill Education, 2015), ISBN-978-0-07-786259-6; 432 pages.

Harvard Business School Cases:

Seymour, Case of the Mananaged Ms. (distributed in class on January 21)

McManess and Sucher, The Ritz-Carlton Hotel Company (9-601-163)
Heskett, Southwest Airlines – 2002:  An Industry Under Siege (9-803-133)
Bartlett, ABB’s Relays Business:Building and Managing a Global Matrix (9-394-016)
Wruck and Roper, Cytec Industries’ Spin-Off (A):  Sink or Swim (9-897-053)
Gittell and O’Reilly, Jet Blue: Starting from Scratch (9-801-354)
Gittell and Brown, Reading Rehabilitation Hospital (9-898-172)
Holland, The Portman Hotel Company (9-489-104)

Delong and Vijayaraghaven, Cirque du Soleil (9-403-006)
Roberts, Johnsonville Foods (9-343-046)

Yang, Jindi Enterprise: Finding a New Sales Manager (9A903A09)

Harvard cases can be obtained from Harvard Business School Publishing; use the following link:
https://cb.hbsp.harvard.edu/cbmp/access/43856122
You will need to use a credit card to purchase the cases; the educational rate is $3.95 per case, or per item. There are 12 items to be purchased.
Instructor:   David A. Gray 817-272-3852         gray@uta.edu        206 Business Bldg.
Office Hours: 
5:30 – 7:00 Th; others as arranged
Course Requirements:

The final course grade will be determined by a weighted average computation of scores on case-text exams; sixty percent of one’s course grade will be determined by individual performance and  40 percent will be reflective of his/her contribution to the group’s performance.

Exams will be objective and essay/problem in format and cover cases and related text chapter material.  Exam dates are March 10 and May 12. The exams consist of two parts. The objective (multiple-choice) part of each exam will be taken in class on an individual basis. The essay/problem part of the exam is to be completed as a take home and group-based exam. 
The weights for the exams are indicated below:

	Course Requirement
	Weight

	Exam One

Individual

Group
	30%

20%

	Exam Two

Individual

Group
	30%

20%

	Total
	100%


Class Participation is essential for an effective case learning process.  The course instructor will lead case discussions; students will not be making oral case presentations.  Much of the case discussion will take place through a question and answer format.  Class attendance is obviously necessary for class participation.   Alternative frameworks for analyzing cases will be discussed; case briefing sheets are contained in later pages of the syllabus. 
Group and Case Assignments:

Groups of four or five students will be formed the first day of class using a random draw procedure.  Once formed, and following the first class, groups should set meeting and information sharing arrangements, task assignment and completion procedures, and case report and presentation/discussion details.  Management of the team or group process and its output are responsibilities of the group. Team objectives, task and role assignments, group control functions, and leadership are to be determined by each group.  Members of each group should agree early in the session as to the level and quality of acceptable performance of individuals and the group.  The instructor will not intervene in these matters unless significant and unresolvable problems develop within the group.

Instructional Format and Methods:

In developing a rich learning environment and approaching the course objectives, the sessions will follow a format that encourages active participation in discussing and analyzing management concepts and study materials.  In addition to brief lectures, the class will consist of case discussions and participation in activities such as completing behavioral instruments and engaging in group decision-making tasks.  These instruction methods emphasize learning through study, practice, and feedback both on an individual basis and in group or team activities.  About 60 percent of class time will be devoted to case discussions.

Classroom Management and Student Conduct:

Classes will begin and end at the appointed times; a break will be taken during each class.  Each student should prepare a name card for display to facilitate case discussion (Q&A) by the instructor.  Group members should be seated together for ease of discussion and participation in any group exercise.  Class attendance will be taken at least once during each class.

Cell phones must be turned off, or set on vibration mode during class.  You cannot talk on a cell phone in class; all of your attention should be directed to the case discussion, exercise or presentation.  Also, laptop computers cannot be used, except for note taking; there is no need to be connected to the internet, unless told to do so by the instructor. No surfing the web, emailing, or text messaging in class. Come to learn and participate. Show respect to others by not engaging in side chatter. 
Drop Policy:
    Students may drop or swap (adding and dropping a class concurrently) classes through self-service in MyMav from the beginning of the registration period through the late registration period.  After the late registration period, students must see their academic advisor to drop a class or withdraw.  Undeclared students must see an advisor in the University Advising Center.  Drops can continue through a point two-thirds of the way through the term or session.  It is the student’s responsibility to officially withdraw if not planning to attend after registering.  Students will not be automatically dropped for non-attendance.  Repayment of certain types of financial aid administered through the University may be required as the result of dropping classes or withdrawing. For more information, contact the Office of Financial Aid and Scholarship (http://wweb.uta.edu/aao/fao/).
Disability Accommodations:

UT Arlington is on record as being committed to both the spirit and letter of all federal opportunity legislation, including The Americans with Disabilities Act (ADA), The American with Disabilities Amendments Act (ADAAA), and section 504 of the Rehabilitation Act.  All instructors at UT Arlington are required by law to provide “reasonable accommodations” to students with disabilities, so as not to discriminate on the basis of disability.  Students are responsible for providing the instructor with official notification in the form of a letter certified by the Office for Students with Disabilities (OSD).  Students experiencing a range of conditions (Physical, Learning, Chronic Health, Mental Health, and Sensory) that may cause diminished academic performance or other barriers to learning may seek services and/or accommodations by contacting:
The Office for Students with Disabilities, (ODS) www.uta.edu/disability or calling 817-272-3364.
Counseling and Psychological services, (CAPS) www.uta.edu/caps/or calling 817-272-3671.
Only those students who have officially documented a need for an accommodation will have their request honored. Information regarding diagnostic criteria and policies for obtaining disability-based academic accommodations can be found at www.uta.edu/disability or by call the Office for Students with Disabilities (817)272-3364.
Title IX:
The University of Texas at Arlington does not discriminate on the basis of race, color, national origin, religion, age, gender, sexual orientation, disabilities, genetic information, and/or veteran status in its educational programs or activities it operates.  For more information, visit uta.edu/eos For information regarding Title IX, visit www.uta.edu /titleIX.

Academic Integrity:

Students enrolled all UT Arlington courses are expected to adhere to the UT Arlington Honor Code:

         I pledge, on my honor, to uphold UT Arlington’s tradition of academic integrity, a tradition that values hard work and honest effort in the pursuit of academic excellence.

I promise that I will submit only work that I personally create or contribute to group collaborations, and will appropriately reference any work from other sources.  I will follow the highest standards of integrity and uphold the spirit of the Honor Code.      Electronic Communication:
UT Arlington has adopted MavMail as its official means to communitive with students about important deadlines and events, as well as to transact university-related business regarding financial aid, tuition, grades, graduation, etc. All students re assigned a MavMail account and are responsible for checking the inbox regularly.  There is no charge to students for using this account, which remains active even after graduation.  Information about activating and using MavMail is available at http://www.uta.edu/oit/cs/email/mavmail.php.
Final Review Week:

A period of five class days prior to the first day of examinations in the long sessions shall be designated as Final Review Week.  The purpose of this week is to allow students sufficient time to prepare for final examination.  During this week, there shall be no scheduled activities such as required field trips or performances; and no instructor shall assign any themes, research problems or exercises of similar scope that have a completion date during or following this week unless specified in the class syllabus.  During Final Review Week, an instructor shall not give any examinations constituting 10% or more of the final grade, except make up tests and laboratory examination during Final Review Week.  During this week, classes are held as scheduled.  In addition, instructors are not required to limit content to topics that have been previously covered; they may introduce new concepts as appropriate.
Student Feedback Survey:

At the end of each term, students enrolled in classes categorized as “lecture”, “seminar”, or “laboratory” shall be directed to complete an online Student Feedback Survey (SFS).  Instructions on how to access the SFS for this course will be sent directly to each student through MavMail appropriately 10 days before the end of the term.  Each student’s feedback enters the SFS database anonymously and aggregated with that of other students enrolled in the course.  UT Arlington’s effort to solicit, gather, tabulate, and publish student feedback is required by state law; students are strongly urged to participated.  For more information, visit http://www.uta.edusfs.
Student Support Services:
UT Arlington provides a variety of resources and programs designed to help students develop academic skills deal with personal situations, and better understand concepts and information related to their courses.  Resources include tutoring, major-based learning centers, developmental education, advising and mentoring, personal counseling, and federal funded programs.  For individualized referrals, students may visit the reception desk at University College (Ransom Hall), call the Maverick Resource Hotline at 817-272-6107, send a message to resources@uta.edu, or view the information at http: www.uta.edu/univeristy college/ resources/index.php
Emergency Exit Procedure:
Should we experience an emergency event that requires us to vacate the building, students should exit the room and move forward to the nearest exit, which is located to the right or left as you leave the room. When exiting the building during an emergency, one should never take an elevator but should use the stairwells.  Faculty members and instructional staff will assist students in selecting the safest route for evacuation and will make arrangements to assist individuals with disabilities.

Schedule of Classes, Cases, Text Readings and Quizzes:
The following is a schedule of cases, reading assignments, and exams.  At the end of some text chapters, you will find a skill building or self-assessment exercise.  You should take a few minutes after reading the chapter to complete the exercise.  While efforts will be made by the course instructor to relate text readings, case discussions, and lectures, the student is ultimately responsible for learning and integrating the course content.

As the instructor for this course, I reserve the right to adjust this schedule in any way that serves the educational needs of the students enrolled in this course.
	DATE
	TOPIC
	TEXT

CHAPTERS
	CASE

	January 21
	Managerial Process


	1
	Mismanaged Ms

	January 28 
February 4
	Evolution of Management Thought

External environment and corporate

culture
	2 and 3
	Southwest Airlines

	February 11
	Ethics and Social Responsibility
	4
	Cytec



	February 18
	Planning and Strategy


	5 
	Jet Blue



	February 25
	Business Model
	6
	Cirque

	March 3
	Strategy and Structure
	7
	ABB Relay

	March 10
	HR Management

Exam
	8
	Ritz-Carlton

	March 24
	HR Management Continued
	8
	Ritz-Carlton

	March 31
	Diversity and Inclusion
	9
	Jindi

	April 7 & 14
	Leadership – Team based Worked 

System
	10 and 12

	Johnsonville Foods

	April 21
	Motivation Managerial Control
	11 and 14
	Portman Hotel

	April 28
May 5
	Change and Innovation 
Communication
	15
13
	Reading Rehab

	May 12
	Exam 
	8 through 15
	Last 5 cases


For every case, one or two text chapters are assigned. An exam will cover the case and assigned chapters as indicated earlier. There will be chapters beyond those indicated that could be useful to your analysis of a case, however.  Because the cases were not written for linkage to the text, we will deviate slightly from the text chapter sequence.  This should not cause problems as chapters are somewhat self-contained; although, the text material is obviously organized around the management process model or functions of management approach.  As a means of better displaying the text chapter and case connection, the following matrix should be helpful:

Case



Text Chapters

	
	1
	2
	3
	4
	5
	6
	7
	8
	9
	10
	11
	12
	13
	14
	15

	Southwest Airlines
	
	X
	X
	
	
	
	
	
	X
	
	X
	
	X
	X
	X

	Managed MS
	X
	
	X
	X
	
	
	
	X
	X
	X
	X
	
	X
	
	

	JetBlue


	
	X
	X
	X
	X
	X
	X
	X
	X
	X
	X
	
	X
	X
	X

	Cytec Industries


	X
	X
	X
	X
	X
	X
	X
	
	
	X
	X
	X
	X
	
	X

	Jindi
	X
	
	X
	
	X
	X
	
	X
	X
	X
	X
	X
	X
	X
	X

	Cirque

	X
	
	X
	
	X
	X
	X
	X
	X
	
	X
	X
	X
	
	X

	ABB Relays


	X
	X
	X
	
	X
	
	X
	X
	X
	X
	X
	X
	X
	X
	X

	Ritz-Carlton


	X
	X
	X
	
	
	
	X
	X
	X
	X
	X
	X
	X
	
	

	Portman Hotel

	
	X
	X
	
	X
	
	X
	X
	
	X
	X
	X
	X
	X
	

	Johnsonville

	
	X
	
	
	X
	
	X
	X
	
	X
	X
	X
	X
	X
	X

	Reading Rehab
	X
	X
	X
	
	X
	
	X
	
	
	X
	X
	X
	X
	X
	X


Case Briefing Sheets: Most of the following pages are briefing sheets for the assigned cases.  Each briefing sheet provides a list of questions for case discussion.
THE CASE OF THE MISMANAGED MS
Briefing/Assignment Sheet

(or questions to organize and guide discussions)

This is a short case which highlights an unusual employment situation, but one which might be subject to federal employment laws. AS you read and study this case, focus on the following questions for analysis:
1. What is your general reaction to the situation at Triton?

2. If you were Barbara, HR Director, what recommendations would you make to George Drake, CEO of Triton? Why?

3. What role, if any, should (and does) the chief human resource officer play in making promotion decisions?

4. What situational characteristics suggest evidence of employment discrimination?

5. Can and should the promotion of Dick Simon de rescinded? If so, how will this action improve the situation?

6. Who are the key players in the development and implementation of affirmative action policies and practices?

7. How do corporate culture and customs influence the situation of Ruth Linsky?

8. Can the problem be resolved in the next 24 hours? What approaches (immediate and long-term) would you pursue in attempting to bring about resolution?

9. In a case of employment discrimination, which party has the burden of proof?

10. What are the disparate treatment, disparate impact, and job relatedness in the context of employment discrimination?
SOUTHWEST AIRLINES 2002

Briefing/Assignment Sheet

(or questions to organize and guide discussion)

Along with dealing with Southwest Airlines strategies, competencies, and competitive advantages, the case brings focus to the airline industry, post September 11, 2001.  Senior management at the airline is faced with several short- and longer-term challenges.  Since its founding, Southwest Airlines has received considerable business media attention, along with being the focus of numerous articles in academic and practitioner journals.  As indicated in the case, Southwest has consistently been profitable, has experienced annual revenue increases, and has become a leader in customer service while pursuing a different strategy than other airlines.

In preparing this case for class discussion, direct your attention to the following questions:

1.  Why is Southwest a success or what are the most important contributors to financial and operational success?
2. What are important aspects of the Southwest business model and/or identify/explain its sources of competitive advantage?

3.  What are the specific characteristics of the various sectors of Southwest’s general (or industry) environment?  Briefly describe the task or internal (organizational) environment of Southwest.

4.  Can Southwest sustain its competitive advantage and strategy?  Alternatively, can Southwest be imitated?  Or are there any serious competitive threats?

5.  How should management respond to the fact that Southwest Airlines has fallen to next-to-last place among major airlines in on-time performance in late 2002?

6.  Once operations are fully stabilized, would you recommend to airline management that it resume its historic growth rate of 10 to 15 percent per year?  Why?

7.  If you would recommend a resumption of previous growth rates, what form should this growth take?  For example, should it be achieved within the current network or through an expanded network?  By means of a greater proportion of long-haul flights (over three hours in length) or not?  Why?

8.  If you would not recommend a resumption of previous growth rates, how would you suggest dealing with the consequences of reduced growth, whatever they might be?

9.  What are the implications for Southwest of the actual or threatened bankruptcies of other U.S. airlines?

CYTEC INDUSTRIES’ SPIN-OFF (A)

Briefing/Assignment Sheet

(or questions to organize and guide discussion)

This case provides a dynamic context in which to investigate the organizational and management implications of spin-offs.  There are numerous individual (career) and organizational issues that can be addressed from the standpoint of their contribution or linkage to success, or possible failure.  The following are some questions that can direct your analysis of the situation and can stimulate class discussion of the case:

1. Why did American Cyanamid spin-off Cytec?  Are there social responsibility dimensions associated with the spin-off?  Who will benefit from the spin-off, assuming it is successful?

2.  What organizational changes were made at Cytec prior to and after the spin-off?  How did these changes affect performance?  Why weren’t such changes made years earlier under Cyanamid?

3.  If you were Darryl Fry or Steve Crum would you jump at the opportunity to run Cytec or would you stay with Cyanamid?  What are the implications for Fry’s or Crum’s career if Cytec fails?

4.  What would be the key features (both short-term and long-run) of your plan to spin-off Cytec?

5.  Why didn’t the stock market pay much attention to Cytec?  Should it have?  Why did managers care whether Wall Street noticed the company?

6.  An important aspect of viewing an organization as a system involves the concept of inter-relatedness or interdependency, the situation of change in one system component fostering some change in every other system component with some changes intended and others not.  Briefly connect the dots of Cytec’s spin off in terms of culture, structure, strategy, technology, products, and other changes. Or, explain how a strategic change leads to changes in other areas.

JINDI ENTERPRISES:  FINDING A NEW SALES MANAGER 

Briefing/Assignment Sheet

(Or questions to organize and guide discussion)

This case involves the selection of a new sales manager; four candidates are being considered by Ma Pui the chief executive officer of Jindi.  The selection decision becomes complicated not only by the job requirements and applicant qualifications, but also because of the potential changes in the firm’s business model and basic corporate strategy. An important aspect of this case analysis and discussion focuses on the connection, or relationship, between corporate strategy and employee selection criteria.  More specifically:
1. What is Jindi’s business model and/or what are the drivers for success in the tow product markets (residential and industrial) under consideration?
2. What are the essential aspects of the sales management process at Jindi?
3. Given the Chinese business/sales culture, what sales representative characteristics and behaviors has Jindi valued?
4. What changes do you recommend in the sales management position given the current focus on the residential market and potential future focus on the industrial market?
5. Identify and list the strengths and weaknesses of each of the four candidates. Which one do you recommend be hired?
6. What are some of the ideal ( of preferred) sales representative traits and behaviors for the three customer markets: (a) industrial only, (b) residential only, and (c) both residential and industrial?

JETBLUE AIRWAYS:  STARTING FROM SCRATCH

Briefing/Assignment Sheet

(Or questions to organize and guide discussion)

This case is concerned with how an entrepreneurial venture can develop a successful business model by emphasizing elements that can be a source of competitive advantage.  The challenge faced by JetBlue is to grow the firm and its operations at a reasonably rapid rate without unduly taxing its various resources and damaging its key assets.  The following questions can be used to frame your analysis and guide class discussion:

1. 
How is JetBlue similar to or different from Southwest Airlines?

2. 
Briefly prepare a competitive and macro-environmental analysis for JetBlue.  

3. 
Use the strategic management process model (framework) contained in Chapter 5 of the Bateman and Snell text and prepare a brief situational and strategic analysis.  SWOT analysis can be used to do this.  Go to the web site of JetBlue to obtain current information.

4. 
What are the key features (or potential success factors) of JetBlue’s business model?

5. 
What is your evaluation of the degree of aligment of the corporate strategy (and business model), HR practices, and organization values and culture of JetBlue?

6. 
Is the objective of remaining union-free realistic and how important is being non-union to the business model and HR practices and systems?

ABB’s RELAYS BUSINESS:

BUILDING AND MANAGING A GLOBAL MATRIX

Briefing/Assignment Sheet

(or questions to organize and guide discussion)

This case concerns some rather complex arrangements for organization design and structure.  Despite the complexity, ABB appears to be an admired global corporation.

1. 
From your reading of the manner in which ABB is managing its relay business, is the positive reputation justified?  What represents best practice?  Does anything worry you?  What?

2. 
Why did Barnevik choose such a complex organizational form?

3.
What are the positive and negative features (or advantages and disadvantages) of a matrix designed organization?

4. 
What does it take to make the organization succeed? Or, what are the key success factors?

5.
 How has the organization shaped the roles and responsibilities of the

key front-line, senior, and top managers in the case?  How has it affected Don Jan’s tasks as a front-line manager?  What are the core responsibilities of Baker and Gundermark as senior managers in ABB?  And what key roles does Lindahl have as one of ABB top executives?

6. 
 Do you think Perry Barnevik would be pleased or disappointed with the way things are working in the global relays business?  What changes, if any, might he want to make in his company’s structure, processes, culture, people, etc.?



THE RITZ-CARLTON HOTEL COMPANY

Briefing/Assignment Sheet

(or questions to organize and guide discussion)

This case deals with a situation in which a very successful training and hotel opening process are being seriously challenged by a real estate development group, or the owners of a new Ritz-Carlton facility.  Essentially, the case discussion and analysis will examine how a successful service operating system is developed and to explore the question of when and how it should be changed.  Specific questions for discussion are as follows:

1.
What are the basic characteristics or key principles of the Ritz-Carlton business model?

2.  
What is the essence of the Ritz-Carlton experience?  What is the Ritz-Carlton selling?

3.  
How does the Ritz-Carlton create “Ladies and Gentlemen” in only 7 days?  What systems and processes produce (or contribute to) a successful service operating system in just seven days?

4.
Brian Collins, hotel owner, has asked James McBride, Ritz-Carlton general manager, to lengthen the amount of time spent training hotel employees before the hotel opening.  Should McBride lengthen the 7 Day Countdown?  Why or why not?  Or, what are the benefits and costs of extending the countdown?

5.  
Assume Collins prevails, how do you extend training or what changes might be made in training arrangements to accommodate a much faster ramp-up to the 80% occupancy level?

6.
Or, is this the time that McBride should consider a total overhaul of the hotel opening process?  If yes, what should be changed, and how should he go about doing it?  What’s different about experimenting in a service business?

CIRQUE DU SOLEIL
Briefing/ Assignment Sheet

(On questions to organize and guide discussion)

Cirque Due Soleil is a unique organization providing a very specialized product to audiences in many countries around the world. Its performers came from many different countries as well.  Talent acquisition, development, and retention posed interesting challenges for the owner and casting director.  Answers the following questions will facilitate understanding of this fascinating entertainment entity.

1. What is Cirque’s strategy and business or performance delivery model?

2. How would managing a group of artistic performers to be different from managing front line employers in a sale on production organization?
3. What are the risks and benefits of protecting (even insulating) the cast from marketing and the business side of the organization?

4. What role does Guy Laliberte play Cirque and what are the sources of his authority?

5. What are the performers’ sources of motivation for this work and does the compensation arrangement contribute to high levels of performance? Explain.

6. Compare the primary task, people management practices, and organization success factors of Cirque and one or more organization for which you have worked?

JOHNSONVILLE FOODS
Briefing/Assignment Sheet

(or questions to organize and guide discussion)
This case involves pushing problem solving and decision making to the worker level and minimizing the role of formal supervision. Much of the case is concerned with various changes at Johnsonville foods designed to eliminate the need for “managers” and replace all potential hierarchy with teams.
1. What is really new about the way this organization works?
2. Does the new Johnsonville seem to be working?
3. What is the difference about the way in which Johnsonville works?
4. What leads to good performance at Johnsonville? Who is responsible for performance?
5. What is positional authority? Is it good or not desirable? How can the team replace positional authority?
6. Why focus so strongly on the customer?
7. How transferable is the Johnsonville situation to the organization where you work?

THE PORTMAN HOTEL COMPANY

Briefing/Assignment Sheet

(Or questions to organize and guide discussion)

This is a complex case that contains information on Portman’s strategy and business model, HR systems and practices, and the performance of a crucial group of employees, the personal valets.  The plan is not working and expectations of various internal stakeholders are not being realized.  Soon after the hotel’s grand opening, the situation began to unravel.  What went wrong?  What can be done to correct the situation, or what action planning is necessary?  How does Portman make adjustments to facilitate success?

In analyzing Portman make sure you thoroughly understand the design of the original system(s), or how plans/processes/people were supposed to work.  Also, carefully review the business context (environment) and Portman’s business model and strategy.  Finally, what are the options for improvement?

More specifically, and to assist with your review and analysis, the following questions should focus your attention:

1. What is the Portman business model and what was the personal valet arrangement trying to accomplish?

2. What are the key features (or elements) of the HR system and how were they supposed to function? What organization culture value (or attribute) was being emphasized with each feature? What was the expected outcome (or goal) of each feature? Finally, what was the outcome/result associated with each feature/value/goal?
3. Why isn’t the system working, and what are the problem?

4. How did the 5-Star system deal with problems? Did it work, or were improvements experienced following implementation of 5-Star?

5. What are various options for system improvement and what steps (implementation) would you take to bring about improvement?

6. Analyze the personal valet position using the Hackman/Oldham job characteristics model.

READING REHABILITATION HOSPITAL:  IMPLEMENTING PATIENT - FOCUSED CARE

Briefing/Assignment Sheet

(or questions to organize and guide discussion)

This case is concerned with design of work systems and structuring of the organization.  Considerable data are available for analysis in the various exhibits at the end of the case.  These data can be used to assess staff utilization and productivity, cost of underutilization, and other concerns.  Some questions for your consideration are as follows:

1. Who are RRH’s stakeholders?  What do they want from RRH?  How do they define quality?

2. What are the benefits of the new system in which care delivery is organized around diagnoses or ‘service lines’ in comparison to the old system where patient care was organized by function?  What are the drawbacks?

3. At 116 therapists, is RRH overstaffed?  How many therapists would you employ?

4. Should RRH keep service lines, or return to the earlier way of organizing care around functions?

5. How do the concepts of team cohesiveness and team norms apply in the Reading Rehab situation and what are the benefits and costs associated with team-based job and workflow design?  
6. Review and critique Kreitner’s approach (strategy and tactics) for bringing about significant change in the hospital?  Was he successful?  Why or why not?  Could he have done anything differently?

Individual Log/Record of Exam/report Scores

MANA 5312-001
Spring 2016
Student__________________________________________________________






   Weight



Score
Exam One


Individual
30% 
_____


Group
20% 
_____ 

Exam Two


Individual
30%
_____


Group
20%
Total Weighted Score

_____

Letter Grade
_____ 

Scoring of group answers for the exams is more qualitative and subjective but clearly based upon the experienced judgment of the instructor. There are normally no absolute correct or incorrect answers to the essay and case questions, although a student(s) can certainly provide an answer to a question not asked or include information in an answer which is not correct or accurate. A common procedure when evaluating answers to essay questions is to use a comparative approach, that is, identify answers which are the best, others which are good, those which are adequate, and finally those which are less substantive. With seven or more groups there can be a range of answer performance, or quality. An answer considered less substantive would not necessarily contain more incorrect information, but it would be clearly less robust than a superior answer.

For group-based work products, every student receives the same score for an answer, unless each student is specifically required to answer a question, then answer scores may vary by student. 
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